
General

Title
HIV ambulatory care satisfaction: percentage of HIV positive adolescent and adult patients who reported
how often they found it hard to talk to their case manager.

Source(s)

New York State Department of Health AIDS Institute. Patient satisfaction survey for HIV ambulatory
care (PSS-HIV). Albany (NY): New York State Department of Health AIDS Institute; 2002 Mar. 54 p.

Measure Domain

Primary Measure Domain
Patient Experience

The validity of measures depends on how they are built. By examining the key building blocks of a
measure, you can assess its validity for your purpose. For more information, visit the Measure Validity
page.

Secondary Measure Domain
Does not apply to this measure

Brief Abstract

Description
This measure is used to assess the percentage of HIV positive adolescent and adult patients who
reported how often they found it hard to talk to their case manager.

This measure is part of the Patient Satisfaction Survey for HIV Ambulatory Care (PSS-HIV) -- Case
Management Module.

Rationale
Patient satisfaction has recently emerged as an important measure of the quality of health care delivery,
right alongside the more traditional health status measurements and quality of life indicators. This is
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based largely on the discovery that patients with higher satisfaction levels often make important
behavioral changes, including:

Maintaining more stable relationships with health care providers
Complying more closely with medical advice and treatment
Keeping appointments

Patients with higher satisfaction levels may also have improved health outcomes.

Many HIV providers have been measuring patient satisfaction at their HIV programs for some time.
Others are just beginning. Measuring patient satisfaction will help to:

Strengthen communication and build relations with patients
Assess the strengths and weaknesses of HIV programs from the patients' perspective
Focus the quality improvement efforts
Create baseline data against which to measure changes in patient satisfaction

Taken together, these outcomes represent key opportunities to make and monitor the changes required
to achieve some important goals: improving patient satisfaction and improving care overall.

Primary Clinical Component
HIV; ambulatory care; case management; patient satisfaction

Denominator Description
HIV positive adolescents and adults 13 years of age and older who had at least 2 HIV case management
visits in the last 12 months and completed the survey

Numerator Description
The number of patients who indicated "All of the time," "Most times," "Sometimes," "Rarely," "Never," or
"Does not apply" to the item, "I found it hard to talk to my case manager."

Evidence Supporting the Measure

Evidence Supporting the Criterion of Quality
A formal consensus procedure involving experts in relevant clinical, methodological, and organizational
sciences

Focus groups

One or more research studies published in a National Library of Medicine (NLM) indexed, peer-reviewed
journal

Evidence Supporting Need for the Measure

Need for the Measure
Unspecified



State of Use of the Measure

State of Use
Current routine use

Current Use
Internal quality improvement

Application of Measure in its Current Use

Care Setting
Ambulatory Care

Community Health Care

Physician Group Practices/Clinics

Professionals Responsible for Health Care
Nurses

Psychologists/Non-physician Behavioral Health Clinicians

Social Workers

Lowest Level of Health Care Delivery Addressed
Individual Clinicians

Target Population Age
Age greater than or equal to 13 years

Target Population Gender
Either male or female

Stratification by Vulnerable Populations
Unspecified

Characteristics of the Primary Clinical Component

Incidence/Prevalence



Unspecified

Association with Vulnerable Populations
Unspecified

Burden of Illness
Unspecified

Utilization
Unspecified

Costs
Unspecified

Institute of Medicine (IOM) Healthcare Quality Report
Categories

IOM Care Need
Living with Illness

IOM Domain
Patient-centeredness

Data Collection for the Measure

Case Finding
Users of care only

Description of Case Finding
HIV positive adolescents and adults 13 years of age and older who had at least 2 HIV case management
visits in the last 12 months and completed the survey

Denominator Sampling Frame
Patients associated with provider

Denominator Inclusions/Exclusions



Inclusions
HIV positive adolescents and adults 13 years of age and older who had at least 2 HIV case management
visits in the last 12 months and completed the survey

Exclusions
Unspecified

Relationship of Denominator to Numerator
All cases in the denominator are equally eligible to appear in the numerator

Denominator (Index) Event
Clinical Condition

Encounter

Denominator Time Window
Time window precedes index event

Numerator Inclusions/Exclusions
Inclusions
The number of patients who indicated "All of the time," "Most times," "Sometimes," "Rarely," "Never," or
"Does not apply" to the item, "I found it hard to talk to my case manager."

Exclusions
Unspecified

Measure Results Under Control of Health Care Professionals,
Organizations and/or Policymakers
The measure results are somewhat or substantially under the control of the health care professionals,
organizations and/or policymakers to whom the measure applies.

Numerator Time Window
Fixed time period

Data Source
Patient survey

Level of Determination of Quality
Not Individual Case

Pre-existing Instrument Used



Unspecified

Computation of the Measure

Scoring
Frequency Distribution

Interpretation of Score
Unspecified

Allowance for Patient Factors
Unspecified

Standard of Comparison
Internal time comparison

Evaluation of Measure Properties

Extent of Measure Testing
The development of this survey included feedback from multiple focus groups with HIV-positive patients
and their providers and participating HIV programs for field-testing across New York State.

Evidence for Reliability/Validity Testing

New York State Department of Health AIDS Institute. Patient satisfaction survey for HIV ambulatory
care (PSS-HIV). Albany (NY): New York State Department of Health AIDS Institute; 2002 Mar. 54 p.

Identifying Information

Original Title
I found it hard to talk to my case manager.

Measure Collection Name
Patient Satisfaction Survey for HIV Ambulatory Care

Measure Set Name
Case Management Module



Submitter
New York State Department of Health AIDS Institute - State/Local Government Agency [U.S.]

Developer
New York State Department of Health AIDS Institute - State/Local Government Agency [U.S.]

Funding Source(s)
Unspecified

Composition of the Group that Developed the Measure
Unspecified

Financial Disclosures/Other Potential Conflicts of Interest
Unspecified

Adaptation
Measure was not adapted from another source.

Release Date
2002 Mar

Measure Status
This is the current release of the measure.

Source(s)

New York State Department of Health AIDS Institute. Patient satisfaction survey for HIV ambulatory
care (PSS-HIV). Albany (NY): New York State Department of Health AIDS Institute; 2002 Mar. 54 p.

Measure Availability
The individual measure, "I found it hard to talk to my case manager," is published in the "Patient
Satisfaction Survey for HIV Ambulatory Care (PSS-HIV)." This document is available in Portable Document
Format (PDF) from the New York State Department of Health AIDS Institute Web site 

.

Companion Documents
The following are available:
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Psych Research. Summaries of focus groups and key information interviews for the HIV Patient
Satisfaction Questionnaire Development Project (New York EMA phase). Albany (NY): New York State
Department of Health; 2002 Feb. 66 p. This document is available in Portable Document Format
(PDF) form the New York State Department of Health AIDS Institute Web site 

.
Psych Research. Literature review for the design and validation of a patient satisfaction survey for
HIV+ clients in ambulatory care settings. Albany (NY): New York State Department of Health; 2002
Jan. 41 p. This document is available in PDF form the New York State Department of Health AIDS
Institute Web site .
New York State Department of Health AIDS Institute. PSS-HIV5: Access database. In: Patient
satisfaction survey for HIV ambulatory care (PSS-HIV) [internet]. Albany (NY): New York State
Department of Health AIDS Institute; 2002 Oct [cited 2006 Jan 18]. [various p]. This database is
available from the New York State Department of Health AIDS Institute Web site 

.

NQMC Status
This NQMC summary was completed by ECRI on January 28, 2006. The information was not verified by the
measure developer.

Copyright Statement
No copyright restrictions apply.

Disclaimer

NQMC Disclaimer
The National Quality Measures Clearinghouseâ„¢ (NQMC) does not develop, produce, approve, or endorse
the measures represented on this site.

All measures summarized by NQMC and hosted on our site are produced under the auspices of medical
specialty societies, relevant professional associations, public and private organizations, other government
agencies, health care organizations or plans, individuals, and similar entities.

Measures represented on the NQMC Web site are submitted by measure developers, and are screened
solely to determine that they meet the NQMC Inclusion Criteria.

NQMC, AHRQ, and its contractor ECRI Institute make no warranties concerning the content or its
reliability and/or validity of the quality measures and related materials represented on this site.
Moreover, the views and opinions of developers or authors of measures represented on this site do not
necessarily state or reflect those of NQMC, AHRQ, or its contractor, ECRI Institute, and inclusion or
hosting of measures in NQMC may not be used for advertising or commercial endorsement purposes.

Readers with questions regarding measure content are directed to contact the measure developer.
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